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Abstract E-learning has provided economic benefits for the 
bank and its staff. It can be interpreted that E-learning is a 
learning activity consisting of a series of application uses, 
namely the learning system via the web, virtual classes, or 
learning using computers. Through E-learning, staff can 
increase the knowledge and skills needed without disrupting 
work processes, regardless of time and space. At the same 
time, staff engagement is also an important factor for the bank 
to show whether the staff is motivated and productive. 
Therefore, this paper offers information regarding on e-
learning and bank’s staff engagement before and during the 
COVID-19 situation, where the concept of social distancing 
must be applied to avoid the spread of the virus. Researchers 
used quantitative research methods in conducting research on 
staff from one of the top 10 banks in Indonesia based on total 
assets in 2019. In addition, the study explores mediating 
variables from Technology Acceptance Model (TAM) to 
explain the relationship between e-learning and staff 
engagement. However, because there are not many studies 
have been conducted regarding e-learning and staff 
engagement on this in the banking workplace, this paper 
furthermore can provide information on of remodeling 
learning methods with the adaptation of new ways of working. 
Keywords: E-learning, Employee Engagement, Bank, 
COVID-19 situation. 
 




Since beginning of world change in industrial 
revolution 4.0 where the one of major change is “internet of 
thing”. New era with digital process has introduced to the 
world and influenced to all business sector including bank 
industry. In the digital era, employees need to process more 
information more quickly and learn more new things than 
in previous eras. To pursue productivity, employees are no 
longer oriented towards traditional learning methods, but 
must have flexibility to doing the job at anywhere, anytime, 
and any condition in order to more efficient in job 
completion process and on time schedule.  
Facing this changes, modern training methods also need 
to be introduced to the employee and implemented in the 
business organization process. One of the modern methods 
to improve employee competence in both of individually 
and groups is e-learning method. This method complements 
the traditional learning process [1].  
Today, many Banks has included e-learning 
applications in their curriculum [2]. Align with global 
innovation, the Bank can adjust the cost of training their 
staff by reducing costs and transferring them to the e-
learning program, which more efficient and effective. E-
learning material itself can be shared in electronic form and 
based on the interaction of technology and communication 
[3]. The implementation can be done at the branch after the 
transaction time or outside the office / home environment. 
As the COVID-19 pandemic spreads around the world 
starting from December 2019, effecting economic 
slowdown and impacting banking industry. Strategy and 
thoughtful decisions are made that will save the 
organization and their employees. The government and 
Bank Indonesia (BI) continue to roll out stimulus to 
mitigate risk and maintain the health of the banking 
industry. Another step taken by the banking industry itself 
is to reshape the business and operational models to keep 
the economy running. The Bank also rediscovered how to 
work and organize based on this new norm, starting from 
how to respond to new shift of customer demand, i.e. who 
apply for credit relaxation, paperless transaction, remote or 
virtual advisory, yet still maintain the risk factor and ensure 
employees healthy and safety.  Even though, the current 
condition of banking industry in Indonesia were claimed 
still strong compare to the economic crisis in 1998 and 2008 
with CAR ratio of around 23%, and a low NPL of around 
2.5% on a gross basis [4]. 
In training functions of the bank, this situation also has 
an impact, as they have shifted dramatically.  The concept 
of physical distancing requires staff to stay and work from 
home. Face to face meeting and classroom learning, 
urgently change into online system. There is a significant 
positive effect on the application of e-learning to 
organizations in "normal situations" and also examples that 
can be identified such as increased performance in positive 
trends. With this e-learning will save the training function  
[5], as well as an increased motivation, commitment, and 
engagement in participants  [6-8]. Also, in “normal 
situation”, e-learning has been successfully implemented in 
established and large organization of bank industry. 
Platform e-learning providing benefits for employees, 
namely a variety of online course solutions and on demand 
from leadership training, technical skills to personal 
development, where the implementation can help 
employees to stay engage in work. This causes a strong 
relationship between learning and engagement. A study 
from Udemy [9] one of a well-known e-learning platform, 
shown that employees who have spending more time in 
learning to use e-learning have a high engagement to the 
company. As many as 52% of companies whose employees 
learn through e-learning for an average of 31-50 hours per 
year have a higher level of engagement compared to 
companies that have lower learning hours. Based on the 
current situation occurs, researchers want to see the 
relationship in e-learning which is considered a method for 
employees to develop themselves and gain knowledge and 
skills, to engagement level of bank staff before and during 
COVID-19 situation. Though the implementation of e-
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learning before the COVID-19 situation is common among 
established and large banks in Indonesia. For organizations 
that have not achieved this, there are still doubts about the 
effectiveness of e-learning as a means of transferring skills 
and to employees by management [10]. The 
implementation of e-learning in an organization are still in 
the stage of adaptation and only develops rapidly in 
education sector.  
 
Problem Statement 
This research intends to focus on e-learning and staff 
engagement in banking workplace, with the aim to find out 
the impact of COVID-19 situation, nevertheless there is 
minimal study on the implementation of e-learning in 
organizations in Indonesia. 
 
2. Literature Review 
 
Employee Engagement Model 
Organization need an employee engagement and it’s 
important to their business success. Many organizations 
implement a survey to measure the employee engagement’s 
level to find the results as an indicator of whether the 
program or initiative made by the organization has increase 
employee satisfaction and can make employees more 
motivated and work more productively. 
Employee engagement was originally introduced by 
Kahn as an organization's employee attachment to the 
organization itself not only physically, cognitively but even 
emotionally in terms of its performance. So, when we 
discuss the constructs of employee engagement, we refer to 
the psychological state and behavior of employees that can 
lead to better performance [11]. 
Another definition was introduced according to Aon 
Hewitt, a well-known human resources consultant, 
employee engagement defined as emotional and intellectual 
commitment in a group or organization; the extent to which 
these organizations ‘win the hearts and minds' of their 
members. In other word, engagement can be defined as 
proportion of employees of certain organizations who 
engaged.  
For more than 15 years, Aon Hewitt engagement model 
has been tested and validated by employees in various 
companies and industries throughout the world. This 
engagement model has also been supported by researchers 
in the field of organizational psychology for many years. In 
this engagement model, there are six main categories (and 
22 organizational antecedents), also known as "Driver 
Engagement", which are factors that drive the level of 




Figure 1. AON Hewitt Model of Employee Engagement 
 
Through this engagement model, it can be shown that 
with employee engagement with the organization, the 
business will benefit from: a) Increased health, retention 
and talent, thereby reducing absenteeism; b) job safety and 
operational productivity increase; c) generate satisfaction 
and retention of prospective customers and will affect net 
income; and d) operating income and shareholder returns 
can increase. 
According to Aon Hewitt, employees are said to be 
engaged if they have exhibited three main behaviors, 
namely "Say" behavior in which engaged employees will 
talk about positive things about the company when with 
colleagues, customers and their social environment. "Stay" 
behavior if the engaged employee always connects his / her 
future sustainability with the company. "Strive" behavior if 
engaged employees are always motivated to give their best 
efforts to the company [12] 
 
 
Figure 2. AON Hewitt Operational Definition 
 
This study will use survey items from Aon Hewitt 
specifically from dimension Learning and Development, 
which could describe the organization has supported 
employee learning and development. Modified survey item 
to determine whether there is an impact of the COVID-19 
situation on the level of involvement of bank staff. The 
higher measurement of this dimension can support the 
higher level of employee engagement with the 
organization. 
So far only few researches had been conducted to 
determine the e-learning’s effectiveness modules on 
changes in employee behavior, as well as employee and 
customer engagement. In research [13] about the 
effectiveness of e-learning also supports this finding. There 
are only 18 out of 92 journals used in the study that talk 
about the benefits of knowledge and only 5 journals that 
link to employee engagement. This showing that the 
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research evidence-based of e-learning’s effect on employee 
engagement still less.  
However, there have been numbers of articles that show 
that e-learning technology has helped to increase the level 
of student engagement [14-20] and there is a relationship in 
research conducted so far, namely e-learning as an 
important support platform in helping students to be more 
engaged in their studies. Therefore, this research opens 
opportunities to find out the influence between e-learning 
and bank staffs’ engagement. 
 
3. E-LEARNING  
Through E-learning we can easily share knowledge 
through the internet, intranet or other technology-based 
systems and easily reach a wider audience (Vaughan, 
2004). E-learning is known to have several advantages and 
is considered very effective, namely to measure previous 
employee knowledge, use and interaction between 
employees and online material. The time for learning can 
be done continuously, flexible and accessible from 
anywhere. In addition, the distribution of learning materials 
can be done free with no limitation to a wider audience [21]. 
E-learning provides several advantages when 
implemented in an organization, which can be done 
anytime, anywhere. E-learning also provides effective and 
fast feedback. Employees can participate in e-learning 
without interrupting work hours, to ensure employee 
productivity and save costs. Some of these factors make e-
learning more preferred in the banking industry compared 
to face-to-face training or in classrooms. Where the 
implementation costs a lot of training costs, because the 
more people are trained and the more geographically 
dispersed, they are, the training costs are also large. If you 
use e-learning, the costs incurred by the company are 100% 
used for training, without any other costs. This e-learning 
method is very effective if applied to companies that have 
a large distribution chain and are spread in various regions, 
the development can be done without the need to conduct 
physical training. 
Therefore, the advantages of the e-learning method are 
including the ability to facilitate participation anywhere at 
any time, save costs, save time, increase consistency, be 
more flexible and interactive. Simultaneously, e-learning 
has the potential to encourage employees to share skills and 
be more engaged than in traditional classroom training. 
In this study, e-learning is defined as an employee 
learning method through the application of information 
technology by sending learning content through electronic 
channels, namely intranet, internet, video, audio recording, 
interactive TV, satellite broadcasting and CD-Rom. 
Learning activities consisting of a series of activities 
through processes and applications, including virtual 
classrooms, web learning and computer learning; also 
categorized as e-learning. 
 
E-Learning & Employee Engagement 
Several studies show that the reason employees leave 
work is because employees do not feel their current position 
has an opportunity to grow. Supporting this, it has been 
found by the National Business Institute that 23% of 
employees leave their jobs due to lack of opportunities for 
learning and development. With this, the company can 
realize that employee engagement with learning activities 
is correlated [22]. 
Various ways can be done to overcome this challenge, 
but this is where e-Learning have very important role. E-
learning is considered as an affordable tool to involve 
employees in sustainable development not only by 
increasing the quantity of modules and participants, but also 
by means of learning that are interesting, interactive and 
relevant. 
E-learning is one of the tools to increase employee 
engagement, because employees are not limited to space or 
time because employees can access their material from 
anywhere. Many choices of material can be provided by e-
learning, making employees unaware that they are in 
training sessions, for example using podcasts, augmented 
reality, learning games, simulations, and many more. In this 
study, we will explore whether this e-learning has impact 
with employee engagement, specially before and during 
this COVID-19 situation. 
 
E-Learning within Banking Industry 
Banking industry is now known to strongly support the 
implementation of education and employee development. 
In contrast to the past, where employees were hired only to 
have received professional education. Now new employees 
can be recruited and given training by the company to have 
ability for better adaptation in the organization. The training 
provided does not only cover skills and knowledge, but also 
the behavior of staff who can support their productivity at 
work. For sure this training investment needs to be made 
very carefully. To minimizing cost and preventing turn 
over’s employee, organization need to adopt another 
organization who had established method to implement e-
learning. By implementing e-learning methods in banks 
there are several advantages, namely it can significantly 
minimize accommodation costs, official travel costs, room 
rental fees, stationery costs, class instructor fees, so the case 
of labor’s loss due on the job training can be reduced 
significantly. 
Along this time, international private banks can be seen 
to prioritize education for their employees so that they have 
their own training centers, for example like ABN AMRO 
Bank, ING Bank and other international banks [23]. The 
advantage of the training center held by the Bank is that it 
has a computer-based training application, because the 
training center conducts training activities in banking which 
are simulated using software. The training material was 
adjusted starting from for beginners, for bankers, and for 
professionals. Based on this, it is known that many 
international private banks such as Barclays, Citibank, 
ABN AMRO, Bank of America, and other banks are 
familiar with using software in their training with desktop 
applications and information technology. As many as 25% 
of banks in the world use custom-designed software and 
75% of banks in the world use software that is already on 
the market. 
Implementation e-learning in banking industry makes it 
possible for employees to flexibly utilize content and adapt 
it to current and future work needs. E-learning model in 
banking also provides standards and frameworks to train 
large numbers of employees simultaneously and generate 
financial benefits. 
Based on that, we can see the use of e-learning in the 
banking industry, accompanied by clear plans and 
objectives, opens opportunities for creating a modern, 
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efficient work environment and increasing engagement to 
the organization. 
 
Technology Acceptance Model (Tam) 
The Technology Acceptance Model (TAM) was 
originally proposed by Davis and several things were 
found, including the existing relationship between 
usability, ease of use and use of technology, in this case one 
of which is e-learning. This model talks about the adoption 
of technology in learning both internally and externally. 
Internal factors in this model are the perception of the 
usefulness of e-learning and the perception of the ease of 
use of e-learning. This theory admits that this perception 
can facilitate the use or adoption of e-learning, which leads 
to behavioral intention to use [24]. In the research, the 
researcher wanted to see whether the internal factors of this 
model could have an influence on the engagement of Bank 
employees who used e-learning before and during the 
COVID-19 situation. 
 
4. Conceptual Framework 
Independent variables determined as e-learning usage, 
dependent variables are the bank staff’s engagement and 
moderating variables are perceived usefulness, perceived 
ease of use and behavior intention to use e-learning. 
The study relationship shown below:  
 
                                                                 
Figure 4. Research Model  
 
Hypothesis Development 
Based on the literature review, we would like to 
compare the engagement level of banks staff in using e-
learning platform prior and during COVID-19 situation. 
Hypothesis will be tested are: 
Hypothesis 0 (H0):  
There is no difference in the bank staff engagement 
level when using the e-learning platform before and during 
the COVID-19 situation. 
Hypothesis 1 (H1):  
There is significant difference in the bank staff 
engagement when using the e-learning platform before and 
during the COVID-19 situation. 
Hypothesis 2A (H2A): 
Perceived of usefulness has a positive correlation on 
bank staff engagement when using the e-learning platform 
before and during the COVID-19 situation. 
Hypothesis 2B (H2B): 
Perceived ease of use has a positive correlation on bank 
staff engagement when using the e-learning platform before 
and during the COVID-19 situation. 
Hypothesis 2C (H2C):  
Behavioral intention to use has a positive correlation on 
bank staff engagement when using the e-learning platform 
before and during the COVID-19 situation. 
The questionnaire items are adapted Aon Hewitt 
engagement questionnaire items, specifically from 
dimension Learning and Development, which measure that 
aspects with staff engagement. Then combined with 
questionnaire item from a study conducted by [25], because 
the research itself has a similarity in variable of this study 
and the demography chosen. The items of questionnaire 
based on Likert Scale from 1 it’s mean “strongly disagree” 
to 5 mean “strongly agree”.  
 
Sample 
The researcher used simple random sampling technique, 
because the polls in this study are homogenous, that is bank 
staff. The sampling population are 100 staff and the target 
respondent are bank staff who at present known as one of 
top 10 bank in Indonesia based on total assets in 2019. The 
questionnaire distributed via email and WhatsApp blast to 
100 bank staff and the link can be accessed by all targeted 
staff. There were 85 received with complete answers so that 
they could be used entirely. Table 1 shows the demographic 
profile of the employees who were respondents, consisting 
of age, years of service, education, position in the bank, and 
job categories. Based on age distribution shows that the 
largest group of respondents (34 percent) is in age range 26-
35 years. The largest respondents are in the working period 
of more than 5 years (39 percent). As for the level of 
education, the majority have a bachelor's degree (70 
percent). Half (51 percent) of respondents are individual 
contributors. Other than that, the majority of respondents 
(37% percent) are employees who work in the back-office 
function. 
 
Table 1. Respondents demographical variables (N: 85) 
 
 
The results of this study show that there is an increase 
in the use of e-learning between before the COVID-19 
pandemic, which previously took place less than 2.5 hours 
per month (76 percent) to be above 2.5 hours per month (79 
percent), as shown in Table 2. 
 




Another interesting thing that can be seen in Table 3, is 
that there is an increase in e-learning modules that were 
selected for those studied between before and when the 
COVID-19 pandemic took place, namely there was an 
increase in employee interest in studying non mandatory 
modules to 67 percent from only 14 percent previously. 
However, they are also still studying the mandatory e-
learning module, although there has been a decrease from 
86 percent to 33 percent. 
 
Variable Frequency Percentage
Age Below 26 years old 12 12%
26 - 35 years old 34 34%
36 - 45 years old 28 28%
above 45 years old 11 11%
Years of Service 3 - 5 years 24 24%
Less than 3 years 22 22%
more than 5 years 39 39%
Educational Background Bachelor Degree / S1 70 70%
Master Degree / S2 15 15%
Organizational Position Individual Contributor 51 51%
Coordinator / Team Leader 5 5%
Manager 18 18%
Department Head 8 8%
Division Head 3 3%
Job Category Front Office 23 23%
Middle Office 25 25%
Back Office 37 37%
       
Duration of time 
using e-learning 
platform
> 5 hours per month 2.5 - 5 hours per month < 2.5 hours per month
Before COVID-19 1% 22% 76%
During COVID-19 32% 47% 21%
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The researcher proceeded by analyzing data collected 
from the questionnaire and applied paired sample t-test in 
SPSS 25 to reveal difference of staff engagement in using 
e-learning before and during COVID-19 situation.  Before 
using the t-test, the researcher had done a normal 
distribution test of the results obtained and found that the 
results from the questionnaire were normally distributed. 
Guidance of decision making in Paired Sample t-test based 
on the significance value (Sig) SPSS output are as follows, 
we will reach significance, if Sig. value (2-tailed) <0,05. If 
Sig. value (2-tailed) >0,05 then there is no difference and 
we will accept null hypothesis [26]. The researcher 
complemented the analysis to know further how the 
mediating variables, such as perceived of usefulness, 
perceived ease of use and behavior intention has positive 
influence to independent variable and dependent variable, 
using a Pearson correlation analyses. 
 
5. Result 
The statistical results in Table 4, from the two samples 
studied, expressing the values before and during the 
COVID-19 condition. Because the average value of 
employee engagement was between conditions before 
(7.79) < during COVID-19 (8.08), descriptively there is a 
difference in the average level of engagement.  
 
Figure 4:  Paired Samples Statistic of Employee 
Engagement in using e-learning – before and during 
COVID 19 
  
To prove whether this difference is significant or not, a 
paired sample t-test will be carried out in Table 5. Based on 
the Paired Sample Test output table, note the Sig. (2-tailed) 
is 0.22> 0.05 then H0 is accepted, so it can be concluded 
that there is no difference between no difference in the bank 
staff engagement when using the e-learning before and 
during the COVID-19 situation. 
 
Fig 5:  Paired Samples Test Statistic of Employee 
Engagement in using e-learning – before and during 
COVID 19 
  
The next step is to find out whether there is a correlation 
between moderating variables and staff engagement when 
using e-learning. Researchers used Pearson correlation and 
analyzed conditions before and during COVID-19 situation 
as shown in Table 6. 
 
Table 4. Correlation Analysis between Mediating 
Variable and Employee Engagement of bank staff, before 
& during COVID-19  
 
 
In conditions before COVID-19, Perceive of Usefulness 
e-learning had a positive correlation with employee 
engagement, even though it’s weak (0.365<0.4). 
Furthermore, compared to during COVID-19 situation, 
Perceive of Usefulness e-learning has positive correlation 
with employee engagement and this is indicated a moderate 
correlation (0.508 <0.6)  
Perceive of Ease of Use e-learning also had positive 
correlation with employee engagement before and during 
COVID-19 situation. This indicated by a weak correlation 
before COVID-19 situation (0.247<0.4) and moderate 
correlation during COVID-19 situation (0.499 <0.6). 
On the other hand, Behavioral Intention to Use e-
learning had a positive but weak correlation (0.379<0.4) 
before COVID-19 situation. However, researcher found 
that Behavioral Intention to Use e-learning has a positive 
correlation and strong correlation with employee 
engagement during COVID-19 situation (0.6 > 0.656). 
From three mediating variables, it shows that 
Behavioral Intention to Use e-learning has the most 
significant effect on staff engagement during the COVID-
19 situation. Behavioral Intention to Use determines staff 
engagement during the COVID-19 situation, while 
Perceive of Usefulness and Perceive of Ease of Use e-
learning do not determine staff engagement either before or 
during the COVID-19 situation. Although Perceive of 
Usefulness and Perceive of Ease of Use e-learning are felt 
to have no direct impact on staff engagement, this can affect 
Behavioral Intention to Use e-learning, which in turn leads 
to greater staff engagement with e-learning. 
 
6. DISCUSSION  
The results of this study show, that there is no 
significant difference in the bank’s staff engagement in 
using the e-learning before and during the COVID-19 
situation. The results of this study are not in line with the 
studies that have been conducted by UDEMY, that 
employees who have spending more time in learning to use 
e-learning have a high engagement to the company. 
Although the number of e-learning uses increased during 
the COVID-19 situation, there is no significant difference 
with the level of employee engagement before the COVID-
19 period. This is assumed because Bank is a fairly mature 
organization and has various initiatives undertaken to 
maintain a consistent or increasing level of engagement. In 
addition, the bank's openness in building a culture as a 
learning organization also needs to be considered, because 
during COVID-19 most of the sample can learn topics that 











Before COVID-19 86% 14%










Before COVID-19 During COVID-19
Perceived usefullness 0.365 (0.4) 0.508 (0.6)
Perceived ease of use 0.247 (0.4) 0.499 (0.6)
Behavioral Intention to use 0.379 (0.4) 0.656 (0.6)
Staff Engagement
Mediating Variable
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However, what is interesting is the internal factors of 
TAM namely Perceived Usefulness, Perceived Ease of Use 
and Behavioral Intention to Use which turns out to have a 
correlation with employee engagement in the use of e-
learning both before and during the COVID-19 situation 
and the correlation is increasing when COVID- 19. This is 
assumed to be due to changes in learning methods which 
require bank employees to use and be accustomed to using 




This research attempts to provides insight for the 
organization especially in banking sector regarding staff 
engagement. It is relevant for the organization to have clear 
understanding weather their initiative or program to support 
learning and development for staff is still relevant by using 
e-learning. Organizations need to consider in long term plan 
whether they can update learning strategy where the use of 
e-learning is perceived to have uses and conveniences. 
Another implication of this study is for individuals, 
especially those who engaged in development of training 
modules. This practitioner can enrich the resources, ranging 
from mandatory (certification, technical, etc.) to non-
mandatory (communication, professional development, 
etc.), because of there are significant interests from staff to 
increase their knowledge by learning materials that are not 
mandatory related to their job. Thus, by implementing e-
learning banks can increase the number of trainees, adjust 
learning topics to employee needs, be more flexible in time 
and provide broader learning opportunities for all 
employees [27]. 
Beside from the empirical methods that have been 
applied, this study has several limitations, one of them is 
the limitations of the banking workplace in this research. 
From this research it is shown that there is a strong 
relationship between employee interest to use e-learning 
and engagement. However, researchers must be careful in 
generalizing the results and there are still some things that 
can be improved for future research. 
The first thing, the study used a non-random sample 
from one of the banks and the survey was obtained from the 
subject's responses. For improvement in the future it is 
necessary to collect larger samples using the random 
sample method. However, at the time this research was 
conducted, getting a larger sample size was out of reach. 
In the future this research could be better if the 
researcher could increase the number of samples and the 
distribution of the samples more spread out. 
Second, while this study using moderating variable 
from TAM (Technology Acceptance Model), namely 
Perceived Usefulness, Perceived Ease of Use and 
Behavioral Intention to Use; which have a relationship with 
employee engagement, it is important to recognize what 
factors both individually and organization affect this 
engagement. To answer this, further research and validation 
are needed, as well as more extensive research replication. 
Future studies can also consider other variables in order to 
generalize from the current findings. 
Finally, in order to evaluate the research questions, in 
the future longitudinal studies can be carried out and in 
different timeframes and comparisons between banks. In 
order to provide more insight into the impact of e-learning 
on employee engagement in the banking workplace, 
especially in developing countries. 
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